Patricia Anne Magtibay 


Customer Service Associate 


Q Las Pinas, Metro Manila, 1740 


09054835571 


M patriciamagftibay 123@ gmail.com 


Reliable Process Associate bringing almost four years of expertise in handling customer concerns and 
complaints, highlighting wide scope in collections and general customer service, resolving complex 
problems and incorporating best practices metrics wise. A team player who collaborates with team leads 
and team mates to ensure monthly goals are met. 


& Work History 


2021-12 - Current 


2020-07 - 2021-12 


2019-06 - 2020-03 


Process Associate 
SLK, Fifth Third Bank - Customer Service, Northgate, Alabang 


Advocated for the customer by making sure customer queries were identified and 
addressed in a polite and prompt manner. 


Advised the customer regarding statements updates, current promotions, or 
assistance programs for them as applicable. 


Ensured customer complaints and queries were resolved in a professional manner, 
and escalated or transferred in the more suitable queue as needed. 


Process Associate 
SLK, Fifth Third Bank - Collections Specialist, Northgate, Alabang 


Educated the customer about their statement due date, current balance, total 
amount due, and any related fees or interests fo encourage them in making timely 
payments. 


Advocated for the customer by making sure their account are current and up-to- 
date, and suggested available online options for self-help solutions. 


Investigated transactions in which the customer does not recognize and assisted 
them in reporting these transactions as fraudulent. 


Explored course of actions applicable to the customer whenever they request fees 
and/or interests to be waived. 


Suggested further options applicable to the customers who are no longer able to 
make monthly total amount due payments to assist them in their debt so that they 
have one less thing to worry about. 


Collaborated with the team lead among team mates with their preferred monthly 
paid time offs, and reminded them of the individual scorecard that needs further 
improvement 


Process Associate 
Genpact, Ally Bank - Collections Specialist, Northgate , Alabang 


Educated the customer about their mortgage and credit card information such as 
statement due date, current balance, total amount due, and any related fees or 
interests to encourage them in making timely payments. 


Advocated for the customer by making sure their accounts are current and up-to- 
date, and suggested available online options for self-help solutions. 


Explored course of actions applicable to the customer whenever they request fees 
and/or interests to be waived. 


2018-07 - 2019-06 








Q Education 


2016-06 - 2018-04 
2014-06 - 2016-04 


2012-06 - 2014-04 


2007-06 - 2014-04 


83 Skills 


Suggested further options applicable to the customers who are no longer able to 
make monthly total amount due payments to assist Them in their debt so that they 


have one less thing to worry about. 


Process Associate 


Genpact, PayPal - Customer Service, Northgate, Alabang 


Provided accurate answers to customers’ general queries such as product 


information, paypal fees, application navigation, in a calm and helpful manner. 


Resolved customers’ log in concerns via OTPs, step-up authentication, Lexis Nexis 


(as applicable) while ensuring security is the top priority. 


Went above and beyond in resolving payment holds in making sure their assets are 
safely transferred and withdrawn to their account in a prompt and professional 


manner. 


Ensured customer complaints and queries were resolved and well documented in 
a professional manner, and escalated or transferred in the more suitable queue as 


needed. 


Accomplishments 


Gold Customer Centricity Award 


Achieved the highest over-all Sentiments percentage-to-goal score of 124.45% for 


Collections for the month of October in the year 2021. 


Senior High School: Accountancy Business And Management 


STI Academic Center - Pamplona Tres, Las Piñas City 


High School Diploma 


Las Piñas National High School - Almanza Uno, Las Piñas City 


No Degree 


Las Piñas East National High School - Talon Annex - Rose Of Heaven Drive, Talon IV, 


Las Piñas City 


No Degree 


Almanza Elementary School - Almanza Uno, Las Piñas City 


Good Telephone Etiquette 


MS Office 


Dependable and Responsible 


Critical Thinking 


Self-Motivated 


Analytical and Critical Thinking 


Flexible and Adaptable 


Multitasking Abilities 


Decision Making 


Excellent 


Excellent 


Excellent 


Excellent 


Excellent 


Excellent 


Excellent 


Excellent 


Excellent 


